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Games User Researcher, PhD in Psychology, 
former university lecturer, & former shadowv 
government scientist out to kill you all. 
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Kate Edwards, Mike Ambinder, 

& Ben Dressier 



A Different View 



Heart in 
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Those were the droids you were looking for 
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[ALLIES] xXD45kn355Xx: WTF 

[ALLIES] xXD45kn355Xx: why no help?? 

[ALL] xXD45kn355Xx: noob team 

[ALLIES] xXD45kn355Xx: ALT-F4 delete local content 

[ALLIES] xXD45kn355Xx: die 
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Anti-social behaviour in games is a problem 

""The only significant predictor we found for 
why someone would quit Dota early on was 
havingagame wliere someone else was 
reported for abusive behaviour - nothing 



else mattered 



- Mike Ambinder, Valve 
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Premise #2 



I 



Behaviour is an emergent property of a complex 
web of interactions within a system 



Anxious about 



the next time Talion is spotted. 
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Premise 
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I 

Game systems, mostly 
unintentionally, reward anti- 
social behaviour. 

Good behaviour usually goes 
unrecognised, unrewarded, and 
is sometimes even punished. 
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The Internet? 



I 



#1: Anti-social behaviour on the 
internet is a problem 

#2: Behaviour is an emergent property of a 
complex web of interactions within a system 

#3: Many internet systems reward anti-social 
behaviour. Whereas, good behaviour goes 
unrecognised, unrewarded, and/or punished. 
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Premise #4 



We design and influence 
game systems. 

We can reduce anti-social 
behaviour in games. 
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The Three E's 



I 



EDUCATION 
ENFORCEMENT 
ENGINEERING 
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Examples 



■ Loading screen 
messages 

■ PRCannpaigns 

■ Talks 



Relatively 



Twitter campaigns 
Modeling 



»asy to do 
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> GAME INFO > GET STARTED > 

The Summoner's Code 





WHATISLOL? I 



NEW PLAYER GUIDE 



CHAT COMMANDS : 



COMMUNITY INTERACTION 



SUMMONER'S CODE 



The Summoner's Code 




Support Your Team 

"U eamwork] is the fuel that allows common people to attain uncommon results. " 
-Andrew Carnegie 

While we all carry a diverse set of individual ambitions and expectations into a game of League of 
Legends, once we hit the Field we're a part of a team. For better or worse, our fates are intertwined 
with that of our teammates. Once the game gets into full swing, you have to make a choice between 
being a positive force for your team, or contributing to your own demise. 

Being a good team player begins at champion select. Be open minded when considering the needs of 
your team. If you're the last one to pick, try to fill a niche in your team that hasn't already been filled. If 
everyone's picked and something stands out as a deficiency in your team composition, try asking for 
another player to fill the gap, or change roles to embrace that responsibility yourself. Remember, that 
hv taking on a rnle vou don't normallv niav. vou'll Ipam more, about unfamiliar rhamnion?; and inrrea<;e 





"Anyone can buy wards, and anyone 
can buy or upgrade the courier. If 
your team needs something, don't 
be afraid to buy it." 




MfMtMr^, be flft Mi i« buy <t 



If. ^ twmn mm%4a 
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Raise 
Awareness 



^ Increase ^ 
^ Knowledge^ 
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Change 
Behaviour 
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Other people make mistakes 

Slow down 




Why not take a break? 
You can pause the game 
by preaalng 0. 



WiiSporfcs 



The least effective optioi 


LI 


1 Report Card 


Name: Education 


Raise Awareness: 


A 


increase iOiowledge: 


A 


Cliange Beliaviour: 


C 
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OPTIMUS PRIME RESULTS S^^^''"'''''^'^'— 



TIP: "Teammates perform worse if you harass them after a mistake." 
FONT: Red 

LOCATION: Loading Screen 




INCREASE 



COMPARED TO 
CONTROL GAMES 



DECREASE 



^ w# .V^^ 

# ^^^^ 





'Optimus data from 11/2012 



Education 



J 



Creates support for, 
and combines with, 
other nneasures. 

A step on the way to 
a solution 
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XboxOne Xbox 360 Xbox Live Gold Games Entertainment Support 
By using this site you agree to the use of cookies for analytics, personalized content and ads!"""^^^^^^^^^^^^! 



Sign In 
Leam More ® 



Xbox Live Code of Conduct 



This document was last updated: January 2014 

The Code of Conduct outlines the rules that you need to follow to help ensure that Xbox.conn, 
Xbox Live and Cannes for Windows Live are fun for everyone. 

A. Using Xbox Live and other services 



Related Links 



Xbox Live Terms of Use 
Xbox.com Terms of Use 



What you can and should do: 



• Be polite and treat others with respect. Just because you're online doesn't mean you should 
be insensitive. 

• Make friends. If you find players you enjoy gaming with, put them on your preferred 
gamers list. 

• Be good at a game. You will NEVER be suspended because you are too good. 

• Have fun! 

Privacy and Family Settings: 

• Know your privacy settings and use them to help create and control the experience you 
want. 

• If you're a parent, you can use Family Settings to control the activities and experiences 
available to your children. For example, you can prohibit voice and video communications, 
block purchasing and choose whom your children are allowed to play with online. 

Complaint System and Player Feedback: 



If you encounter an enjoyable player: 
o Send a Friend Request 



Punishment 



The addition of a penalty or the removal of a 
reward/benefit to reduce the probability of a 
behaviour occurring again. 



Deterrent effect: 




■ The certainty of detection 




■ The swiftness of delivering the penalty 




■ The severity of the penalty 
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Deterrence 



CERTAINTY 

SWIFTNESS 



SEVERITY 
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Banhammers 



■ Automatic detection and 
action best (certain and swift) 



■ Player report slower and less 
certain 




■ Penalties should be proportionate and 
representative 
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ORT PLA 




Results 



• 35% fewer negative words used in chat 

• 32% fewer communication reports 

• 1 % of active player base is currently banned 

• 61 % of banned players only receive one ban 



MIKEAMBINDER, PhD 

VALVE 



http://media.steampowered.com/apps/ 
steamdevdays/slides/data.pdf 



Player Prisons 



Low Priority and cheaters queues/playlists 




"My team was just messing 
around and just kinda 
goofing off - I'm not quite 
sure why..." 





Dota 2: How to Get Out of Low Priority Quickly 

^ ItsDinorge 

EBSa^ 22.318 


- ItsDInorage 




^ Add to Share More |^ 65 ^1 13 
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FEEDBACK VITAL 



Enforcement systems succeed or fail based on 
their feedback loops. 




What? 



Why? When? 
^ How? 
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THANK. YOU 




J 




Ve've recently taken action against one or 
more players you've previously reported for 
bad conduct. You have received an additional 
report submission to use. Thanks for your help 
1 making the Dota 2 community a friendlier 

place. 



OK 




TRIBUNAL 
REFORM CARDS 



http://gdcvault.eom/play/1 01 7940/ ; 
The-Science-Behind-Shaping-Player; 



Reviewing: 

Case #5657463 

In tms case: 4 reports | 3 games 



Recent games: 




Agreement 
Majority 



Punishment 

Time Ban 



General Information 



Game Type 

Classic 



Game Length 

32:00 



Outcome 
Loss 



Color legend 

■ Ally 

■ Enemy 

I Reported Player 



Report Comments 

|0M Reported by: Ally 



I Reported by: Ally 



Chat Log ©Allies - Enemies - All 



Dr. Mundo 


[00:01:46] 


aw 




Ahri 


[00:01:481 


dammit 




Ahrl 


[00:01:54] 


runes op 




Tristan a 


[00:02:13] 


ahirt wtf?? 




Ahri 


[00:0217] 


wtf 




Ahri 


[00:02:20] 


i mid 




Tristan a 


[00:02:23] 


i go mid 




Dr. Mundo 


[00:02:23] 


got top 




Tristan a 


[00:02:25] 


i first 




Ahri 


[00:02:30] 


noob 




Ahrl [All] 


[00:02:42] 


GG 




Ahri [All] 


[00:03:01] 


bad team 




Ahri 


[00:05:11] 


brb 




Sejuani 


[00:05:17] 


k 




Tristana 


[00:05:22] 


mid ss 





Players 



TRIBUNAL REFORM CARDS http://9do,aultcom/play/1017940me.Scte^^^^ 

Behind-Shaping-Player 



INCREASE 
IN REPORTS 



PRE REFORM CARD 
POST REFORM CARD 



DECREASE IN 
REPORTS 



% CHANG 
WARNING 



JEFFREY "LYTE" LIN m 



lEPORTS P 

3-DAY BAN 



7-DAY BAN 



'UNISHMENTj 

14-DAY BAN 





•REPORT DATA FROM 5/19/2G12T0 8/19/20 



Punishment 



■ Breeds resentment and 
avoidance 

■ Teaches what you did 
wrong, not what you 
should do right 

■ Draws attention 
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Encouragement 



The overlooked, more 
effective, side of feedback 



Premise #3 



I 




Game systems, mostly unintentionally, reward anti-social 
behaviour. Good behaviour usually goes unrecognised, 
unrewarded, and is sometimes even punished. 
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fUnlicdSufv ^^!Jr^ Clwmpiom Runts Mav:< 



Stats Over\ 




iUnkcd 




lUnkcd Tc 

AftUm Faim Al ColdT 



1 



^jmfl \^|^ 




Congratulations! 



You have been recognized as one of the nnost positive team 
players in League of Legends. You're a strong, cooperative 
player and a sNning example of good sportsmanship 



oSMaOiblein 



Click here for nrwre information 



Mwd TMim (SvS) 
AfttamFMmAICold 



il 



« cd Champions 



If dia 





C4 



CorkI 



ovtiivitw 




FES 




M P E N D I 



\i PART OF THE BIGGEST DOTA EVENT E' 



UWt TOilRKAMENT 



TEAMMATE EVALUATION 



Pazuzu 



LIBIIARY 



COMMUNITY 



^OACH THIS PARTY 



.PIS OmadaKrou 



INCLUDES 

immortal Treasures ' Mini-Pudge Courier | Massi 

Loading Screens HUD Skin Level Up Rewai^ds 
Chat Emotkons | Plus Much More 



Please rate the amount of cooperation (willingness to work 
together) your teammate displayed in the last match: 



Please rate the level of friendliness (positive social impact on the 

game) voir tcR'^nmp.'rc c>:^ib-^r.r^ n ^hc Id'.t -^atch: 



iing Match 

)n$: Eu.^opo West, Europe Easi 
? modes: All Pick, All Random 
ling Match 

)ns: Eu'^ope West, Europe East 
> modes All Pick. All Random 
iing Match 

)ns: Eu-ope West, Europe East 
? modes: All Pick, All Random 



The Path to The Dota 2 Championsliip 

lew Team Matchmaking 

Bie 18. 2014 - Dota Team 




Please rate your desire to play with this teammate again: 



No Thanks 



iNDS 







Snowdown fan art roundup! 
Snowdovym's neariy over! 
Snowdown FAQ 



Celebrating the end of this year's Snowdown 



Sa/ farewell to your friends, for Snowdown has passed. 

The Legend of the Poro King conquered at last. 

We won some, we lost some, we tossed many poros. 

Some landed and some missed, that is just how it goes. 
Who really won this Snowdown? Only the poros know. 
Every single game, a unique Snowdown surprise. 

The year may be over, but onlyAmumu cries- 
Even if it's over, we learned one thing at the end: 
Snowdown gathers strangers, but we all leave as friends. 

Thank you! Together we've had another incredible year and we've enjoyed taking a few big steps in 
League's evolution with you. While Snowdown nnay be over, there's one nnore thing we wanted to do 
to connmennorate 201 4. 

Over the next few days, we'll be rewarding positive League of Legends players with a classic Mystery 
Gift as thanks for being such an awesome part of our community. If you haven't received a chat 
restriction, ranked restriction. 14-day ban or permanent ban in 2014. and you meet the requirements 
to receive a Mystery Gift (youVe Level 5 or higher and there are at least 1 0 skins you don't own), 
you're on our list! 

Thank you again for a fantastic 20 1 4. Share what you unlocked in your Mystery Gi'ft below, and we'll see 
you on the Rift in the new year! 



Engineering 



I 



Designing to reduce or remove the ability to be 
anti-social 



Premise #2 & #3 



I 



#2: Behaviour emerges from system interactions 

#3: Games often, unintentionally, encourage anti- 
social behaviour and discourage pro-social 
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Engineering 



J 






Journey (201 2): 

• No communication 

• Automatic helping 
and nothing else 

• Similarity 

• Mechanically 
optional 

• Instanced 

CPlayer Research 
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to O'oV^r^ G]cxbr>d's &re<xter Invtfmtt FucKujc\d TKeor^j. 



Communication Systems 



I 



Well played '^-* 




issmg 



Get Back 
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[ALLIES] : Enemy Riki has a >^ Tango 

J' [ALLIES] : Enemy Riki has a V Healing Salve 

LLIES] orgm. : Enemy Riki has a V Slippers of Agility 

ALLIES] argmatt; Enemy Riki has a V Iron Branch 

[ALLIES] 'horornatt; Enemy Riki has a V Iron Branch 



5^ 



+ 




+ 
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More Options 

Map Options 




Interface Options 



\ 




£9 

■ . 



Surrender 



Cana 



http://gdcvault.com/play/ 
1 01 7940/The-Science-Behind- 
Shaping-Player 



f 




http://gdcvault.com/play/ 
1 01 7940/The-Science-Behind- 
Shaping-Player 



■1 7% 

in Offensive Language 
on Summoner's Rift 




lEFFREY "LYTE" LIN m 



-1 2% 

in Verbal Abuse 
on Summoner's Rift 

■6% 

in Negative Attitude 
on Summoner's Rift 



•REPORT DATA FROM 5/1/2012 TO 9/1/2012 



Matchmaking 



I 



^nniAl SETTINGS 

|MLi)IVATION 

lUM.'.ljf:. 
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<IIOP1tEFatHIC{CDCFAUlT) 
TlAMPUItR 
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Consider avoiding compulsory "L Plates'' 




Monetisation 



"More players 
spending more makes 
for a more positive 
gaming experience" 

- Kyle Davis, Valve 
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POSITIVE EXTERNALITIES 
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E BOOSTERS 



STEAM" 

DEV 

DAYS] 



• Goal: "I celebrate when the guy next 
to me buys one" 



• Rise of positive, lowering of negative 
comments at round start 



Iteration to clarify value proposition 



Kyle Davis 

Valve 
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Cooperation vs Competition 



Competition motivates those who think they can 
win, cooperation motivates and involves 
everyone 
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1 





THERE'S NO "I" IN TEAM 




Heroes features approachable team-based play without sacrificing depth or variety. Whether It's joining with allies In a group fight, or 
working together to overconne each battleground's unique challenges, you're rewarded for playing as a team. And the hero roles run the 
gamut from stone-cold death-dealers, to town-razing specialists, to pure healers— each capable of making distinct, valuable contributions 
their team's war effort. The game even includes some very specialized heroes, like Abathur, who offsets his lack of head-to-head 

impact with special abilities that affect the entire battleground. 



Other? 



I 



Public behavioural commitments 
Automatic helping 
Automatic pro-social animations 
Gifting/Altruism 

Scoring systems & Achievement design 
Similarity/Commonality (e.g. red vs blue) 
And more... 
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#1: Anti-social behaviours are a problem 
in games 

#2: Behaviour emerges from system 
interactions 

#3: Games often, unintentionally, 
encourage anti-social behaviour & 
discourage pro-social behaviour 

#4: We have the power to reduce 
anti-social behaviour in games 

CPlayer Research 
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ben@playerresearch.com 
@ikbenben 



